SOP: Managing Multiple Calls with Call Hold and
Transfer Procedures

This SOP provides guidelines for managing multiple calls with call hold and transfer procedures, ensuring efficient
call handling and seamless communication. It covers proper techniques for placing calls on hold, transferring calls to
appropriate departments or personnel, maintaining call quality, and minimizing wait times. The aim is to enhance customer
service experience, improve call management efficiency, and ensure that all calls are addressed promptly and accurately.

1. Purpose

This SOP outlines standardized steps for effectively managing multiple calls, including placing callers on hold and
transferring calls to appropriate recipients. The goal is to ensure a professional and streamlined customer interaction
process.

2. Scope

Applies to all employees responsible for answering, holding, and transferring phone calls within the organization.

3. Responsibilities

¢ All staff must adhere to these procedures when managing multiple calls.
e Supervisors are responsible for monitoring compliance and providing necessary training.

4. Procedures

4.1 Receiving and Handling Multiple Calls

Answer incoming calls promptly, greeting the caller courteously.

If another line rings while on a call, politely ask the current caller for permission to place them on hold.

Use the hold function, ensuring the caller is not kept waiting for more than 30-60 seconds without an update.
Return to the caller on hold periodically to update them and offer options.

4.2 Placing a Call on Hold

Inform the caller of the reason for placing them on hold and estimate the wait time.
Press the 'Hold' button on the phone system.

Check back with the caller at regular intervals (every 30-60 seconds) if the hold extends.
Thank the caller for their patience upon returning to the call.

4.3 Transferring Calls

Determine the appropriate person or department to transfer the call.

Inform the caller of the transfer and whom they will be speaking with.

Use the transfer function per phone system instructions (warm/attended or cold/blind transfer as appropriate).
Announce the caller and their issue to the transferee if using an attended transfer.

Confirm the transfer was successful before ending your involvement in the call.

4.4 Call Quality and Professionalism

Remain courteous and professional at all times.
Speak clearly and maintain a friendly tone.

Ensure background noise is minimized during calls.
Document call details in CRM or call logs as required.

4.5 Minimizing Wait Times

e Prioritize urgent calls appropriately.
¢ [funable to resolve or transfer a call promptly, offer to schedule a call-back at the customer's convenience.
¢ Inform callers of expected wait times and alternatives.



5. Training and Compliance

¢ All staff must complete annual training on call management procedures.
¢ Regular audits will ensure adherence to SOP guidelines.

6. Review and Update

This SOP should be reviewed annually or as needed when system or process updates occur.
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